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IT Directorand Chief Information OfficgilCIO)message

he modern workplace continues to evolve through digioip as well as plannedctivities Worldwide events like

COVIELY9, and the continuedigitization of arr lives has drastically impacted how we work. As consumers, we

have all experienced new services and products that were only imagined before, ambthatre expected.
COVID aside, government organizations have been slower to embsnaptive changes. Tepblogy can be an enabler
in how we do this, but it requires both dedicated investments and focused leadership.

One common thread in all of this people. For the first time in history, the current workplace has five generations
working, which also mean&at government organizations are serving people in at least that many generations. What
does that mean to how we think about aligning IT servioesesidents and employees of Snohomish County?

9 We need to provide a workplace anelsident experience thatkecognizes the
need for flexibly serving all residents and employees regardless of generation.

9 Long term and environmental impact of our techogy decisions should shape
our thinking.

9 Leveraging innovation in the marketplaagch as augmented realityartificial
intelligence / machine learning will drive improved employee and resident
experiences.

9 Data and informatiorilow - and insight fronthis informationg is critical to help
increase operational efficiency as well as dimproved resident expéences
and employee productivity.

1 Physical and digital safety of employees and residents needs to be a factor in
our decision making. Viggo FordelT Director & C

1 Evolvinglegislative approaches to privacy will increase the demands of IT
Operations.

1 The need for the workforce tbave mobility and paperless solutie has been magnified by our recent experience
related to the COVH29 pandemic and will continue to be expedt

Growth and development of IT resources in both teéchhand human
areas will support the ability for Shomish County IT to take on the
AFor the first time in challengingvork required to modernize our workplace. A diverse and
. inclusive IT team will result in improved apéonal performance and
histo ry, the current digital solutiondo serve our conmunity.

workplace has five
generationsworkingé

There are of course several significant tdrajes that face us.
Unfunded mandates that county departments, offices and courts
must deal with often require IT solutions and suppourent and
anticipatednational and state laws related to pacy and data
protection complicate our ability to ate effectively in these areas.
Our aging application portfolio requires investment and updates. Improved solutions also require focus amagorkf
development. Andinally, funding constraints and liget reductions as a result of COMI®will hamper ar ability to
deliver at the speed customers and residents expect.

However, we can address this from a place of strength and experienceis fftésdepartment that won first place in
the national Digal Counties survey for counties with 500 residents in 2019 and placing®dn 2020. A dedicated
focus on continuous improvement will enable us to execute on our mission. Our staff iséxipéfienced, and the
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county IT infrastructure is strong and well managed. These are foundational elemeots &drility to deliver on or
next set of strategic initiatives.

COVIBL9impact onstrategicplan

hereas an event like COVID would not n and of itself impact a lontgrm strategic plan for an IT

organization, there is no doubt thtis event hasccelerated a few things that we had originally planned on

integrating into our plan.Specificallythe move to a mobile work force supportegt mobile devices/laptops
has been dramatically accelerated and will likely finish even befosesthategic @n goes into effect. We also made
some incremental infrastructurmvestments that would have been addressed in our
workplans.

Additionally,the culture of work has dramatically changed in a very short period.
Whereas this is not a diretT strategythe concept of a flexible work environment
supported by technologies and solutioesabling remote worlare also componeistof
our workplace deglopment strategiesFinally,adramatic increase in the focus and
attention on developing eleocbnic workflows through automation opaperbased
workflows, as well as changes to county ctla#t enables the use of digital signatures

free employees up frm being tethered to the office All these items were specific actions and steps that were taken
support a nobile/remote workforce. It is expected that the lessons from C@\@mvill continue to influence our
priorities and approaches to addressing guday IT needs and will continue itmpactour digital workplace initiative.

Countypriorities andinitiatives

V2K2YAAK / 2dzy i difpeméntedatodainuowd Snprdveriekptd§ram referred to as STEP
(Service, Teatology, Excellence Prograuim 2016 Core to STEP®w Snohomish County works to improve
\_processes in order to benefit both customengee and employee moral€lhis program incorporates LEAN

principles into county processes and is core to driving teng business impact anichprovement.A key element
to this program is @eoplefirst approach to management of oworkforce anahinking broadly aboutnodernizingthe
workplace through both culture and technoloddupporting the program, the core pritieéis from the executive dite
includes the following:

1 Employees first
o Empower employees to change their processe
o Give employees thiols to be successful
0 Be a culture where no one is afraid to fail

1 Enterprise SystemdT investments should have an
Enterprise First approadb ensure we reduce the
proliferation of IT systems and tools

9 Paperless processesReduce and eventually elimate
the use of paper within county operations.

1 Continuous Improvemernis a core value in terms of
how IT investments are determined as waslhow we
make county operations better.

9 Driving Customer Values fundamental for our IT
investments

At the heart of these priorities is thability to build and develop a strong workforgérom leaders and managers all the
way down to individual coniputors. This is also a core element of the IT strategies both in terms of development of
core IT technical dks in a modern workplace, butsal the ability for IT to help the county as a whole move into a digital
workplace supported bynodern and easyatuselT solutions.
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ITmissionand vision

0 supportthe plan our Snohomish County Vision is tosimplify the life of Snohomish County residents and
employees through technologylhis vision is supported by omission ofPerfect Every Tim& provide direct
customer value by establishing a core set of priorities that align with customer nééds is fouded on amodel
line *principleof continuous improvemenanddelivers highly predictable andustomer focused products and services.
The resultmcludesIT investments that are focused on simplification, standardization, cost reduction and modernizing
the workplacethrough comprehensive servise

Technologyrends
Thepace of technology changes drives a dramatic shift in everything from woekplditire to the solutions we use.
The entry of SaaS (software as a Service) through the dramatic growth dbtid has resulted in the ability for
consumers of IT solutions &lso shift

how solutions are acquired,

developed, and implemented.

Massivegrowth in centralized PROGRAM
computing solutions has also resultec
in an enormous growth in creation of
data and infomation driving changes
in how information is consumed. The
combiration of massive centralized

Assistance We
Provide

Quality
And

Data Science amd

) Analytics
compute power with these large data anagement
sets has alstacilitated the rapid
growth of sophisticated solutions sucl c E

as machine learning and to a smaller

degree artiicial intelligence. Users of il |
the technologies are also supported POLICY " PRODUCT
by ever increasing access to high Rules We Follow [tems We Create

speed internet connections that allow
them towork in a very different way
than before, including by using a
much more mobile centric experience
and the alility to access your data anc
information from anywheren any
device. Lowcode development
solutions haveaurned the technically interested eptoyee into a developer of business solutions, complicating
governance in an enterprisélhe world is gettingligitized in areverincreasingashion and every IT departmemtug
be prepared to not just learn new skills but also be prepared to work Enaironment that is moving at breakneck
speeds.

For a government organization that is funded by taxpayer @ypand where taxpayers have high expectations about
their digitalexperiences, this poses challenges and opportunities. In addition, our woekfoincreasingly
sophisticated and because they are also consumers of technology, thewhaxgectatiorthat their workplace will
move digitally in a similar way that thgersonal lives areThis realityinfluences how we should addressre priorities
for the evolution of our county I'Solutions and services.

LIT actively works with the Snohomish Operational Excellence Office to develop a Department of IT Model Line. This creates a
GY2RSt ¢ GKI G anektSddd réhodayoligh deRepidig key performance indicators, standard work, systematic
problemsolving, operations standards and clearly defined roles
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GUIDING PRINCIES

Through the work described above Wwave defined a set of guiding principles that were used to align our co
strategic technology areas to actionable plans. These prin@pes

CUSTOMER FOCUSED

1 Engage with our customers to understand
their needs and provide solutions that meet
their business requirements

1 Ensure that governance and control of IT wol
is customer focused and leadersk@pgaged,
and drive a consistent commuaeation model

9 Leverage feedback to improve how we work

9 Drive customer valuewe do not exist for the
purpose ofIT but for the purpose of serving
our community and our customers

9 Deliver on our commitments to customer

TECHNOLOGY AND
INNOVATION FOCUSED

1 Asan IT organization we keenly care about
good technical solutions

1 Cloud first, but not cloud only

9 Accelerate the use of advanced and modern
technologies to drive customer value and cos
reduction

1 Innovation beyond IT¢ by being a leadein
continuous impreement through
implementing a model line business in
partnership with Service & Technology
Exceknce Program (STEP) / Operational
Excellence

9 LeverageContinuous Improvement principles
in our operations

1 Defining, building/acquiring, sere and
resilient sdutions is core to delivering quality

ACCOUNTABLE

1 Pottfolio simplification is required to drive
enterprise focus and reduce cost

1 Drive consumption of our existing solutions: we
have invested heavily in IT solutions and we ne
to ensure we take full advantage of these
investments

9 Stewadship of taxpayer reources: Financial
accountability, effective vendor management,
and IT portblio management

1 Data driven: Use data science and analytics to
beyond large data sets with no insight to insight
driven decision making

91 Ensure we have fitglass data managemeand
information protection processes and tools to
ensure cybesecurity and Privacy is managed
well

PEOPLE FOCUSED

9 We are an organization with a philosophy of
public service and giving back to our
communities

1 Collaboration interndy and with our custmers
and stakeholders is foundational

1 Building meaningful IT careethat enable our
people to learn and grow

1 Encourage innovation and creativity to solve
customer problems
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Technology strategy

he Departmentof Information Technology is a service department for the county and external partners that we

support. As a result, a core element of our &gy is driven by the strategic plans and direction/requirements

from each department and external agena@g vell as the Executive Office core prioritiego
develop the current strategic technology areti® team first worked internally to leverage the
prior 201720 strategic plan to validate which areas would need to evolve, be removed, or carrie
over. Thisvasaccompished using an inclusive approaahd bringing the department IT
leadership togethefor series ofcandidand explorative planning aatitiesin 2019 In addition, as a
part of our role as strategic leaders of information technology in the gouve leverage industry
data and research to inform our direction. And finally, we continugaxtner with our internal customers to
understatR G KS &GN} §S3IA0 RANBOGAZY 2F y20G 2yfeé {KSong@emzy (@
strategies. These factors combined have led tolibl®w core technology areas for our 202b-24 Strategic Pla

Strategiqorioritiesfor Srohomish County

. Civic, Resident and Community Engagement
. Portfolio Modernization

. Security, Privacy and DataoRection

Data Management

. Digital Workplace

. Digital Government

. Workforce Development

8. Innovation

On the following pages we will break down eachhafse strategic priorities to provide further insight. In addition, the
department has developed a set of itdpapers in support of the strategic plémat are being made available as a
complenent to this strategic planning document.

f—

Interactiveway
Snohomish B for taxpayersto
see how their
taxes are
distributed ¢
either
countywide or
by voter
approved
initiatives

N
Roads 5 19% —

a4

Shate Schedt 070N

Schock Datricts 41 N

County 74N
Propecty Tanes Totdl

Fire Digteicts 8218

$3.628.638.464

Coes & Towns 1000

https://snohomi
shcountywa.qe/
5167/Assessor

Ve
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IT Strategidnitiative 1: Civic, Resident and Community

Engagement

Description

Business Objective

Approach

Success Masures

ThroughcountyIT
solutions and
services, the publi
will have

Simplify ecommerce
and online payrantsfor
residents

Expand the adoption of the
countywide onlingpayment
vendor and services

By 202, the countyadopted
the enterprise standare-
commerce vendor for online
transactions

additional acces:
to information,
tools, and have ¢

Provide residents with
24x7 accest interact
with the county tlrough
online toolsand

9 Implement a paperless
solution for Clerk/Superior
Court

1 Modernize the county

By 2024 key public facing
systems are improvedr
upgraded for mobile and web
access

community, students
aspiring and active IT
professionals to
advance innovation

solutionswhich provides the
community with innovative
access to services through
applications, processes oveb
applications This can®
accomplished independently o
in partnership withindudry or
community organizations

better | resources property tax and assessment
understanding b sysems
1 Implement a county
how to best Consituent/Customer
engage with Relationship Management
various county ﬂ(ERM)Sg'U“IC_’” e oo
xpand online service poita
) departments, for requesting and receiving
offices, and courts public disclosure requests
Engage with Qreate or deployusable By 203, delively of

transparent and easgyccess
to use toolsfor county and
resident use
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Address digital equity
across Snohomish

County

Partner with County Council,
County Executive, industry

partners and regional public
organizationdor funding
possibilities, datsharing
agreementdeverage esident

feedbackio understand needs

and requirements

By 2024yural broadband
expansiorefforts will havea
clear direction

=

-

Shohomish County https://Snohomishcount o
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IT Strategidnitiative 2: Portfolio Modernization

wide solutions

Description| Business Objective Approach Succes Measures
Modernize ang Create asystematic 1 Create acomprehensive business| By 2022, kIT solutions
; ; managenent capability inventory aligned to the| and applications are
simplify the o
approachto the technology application and documented and mapped
County IT portfolio management solution pOI’thIiO to a setof business
portfolio across 4nginvestmentsfor 1 Identify financial opportunities | capabilities
devices, the enterprise rgsult_ing f_rom portfolio
applications, simplification
_Vendors’ anc rFewer applications by|  Implement a structured technolog| Every year, drive towards :
infrastructure| utilizing enterprise replacement program for reduction in the applicatior

application portfolio
iDedoy enterprise architecture
principles in identifying
simplification opportunities
{Drive toward cloud solutianwhere
appropriate and where it meetsur
needs in the most effective way

portfolio by standardizing
and simplifying across the
enterprise

Simplify the county
infrastructure

i Create a strategy toperationalize
a structured technology
replacement program for IT
infrastructure

9 Deploy enterprise architecture
principles in identifying
simplification opportunities

By 2023, build a county
enterprise architecture
model for county
infrastructure

Ensurethat as
Snohomish County
adjusts to this new
digital world, we seize
the opportunity to
procure, manage
devices, applications
and data insmart,
secure and

standardized ways

1 Applycontinuousimprovement
model line processes to our
portfolio management pretices

1 Identify key vendor & partner
relationships to improve leverage
of our portfolio investments

1 Identify cost savingspportunities
throughmapping contract
relationships tied to portfolio

simplification

By 203, develop a
governance structure for
portfolio services which
ensures we do it right the
first time

Clear All

Election Summary and Precinct Results

Snohomish Caunty Elections
A Division of the Aueior s Office
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O Search Contest Title . Votes % Votes
B General Election Nowv 03 2020 -~ Approved 56.10 239312
Rejected 43.90 187268
Repealed I s3.48 262992
Maintained e 36.52 151320
Repealed I 5158 251090
Maintained e 156629
Repealed I 6433 261584
Maintainad i 25 A7 14ARNEA
aler
| Approved Rejected Repealed Maintained Repealed
PrecinctName | BallotCast | TotalVotes | RegVoters | Votes Votes % Vote Votes % Wotes Votes % Wotes Votes %o Wotes Votes %
ARLINGTON 14 | 531

Detésljled IGﬁEracﬁéve Electsls'(i)on 3Ij?'gesuItsﬁ'fl['srgs://snohomishcountvwa.qovll?G/Auditor
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IT Strategidnitiative 3: Security, Privacy and Data Peotion

Description Business Objective Approach Success Measure
Increased Refresh county IT Focus on the following: By 2021JT policiesand
expectations security, privacy and | 1 CJS(Criminal Justice Informatiol proceduresare uanted and
. data protection Systems) part of the enterprise
require the policiesand T HIPAAHealth Information document repository slution
County to b€ procedures Portability Accountability Act)

ready todeliver
and receive

1 Security mcident response
9 Continuity of @erationsPlan

digital
information and
services anytime
anywhere and or
any device. |
must do so safely
securely, ang
with fewer
resources

Continuematuringthe
county cybersecurity
strategies

fincreasesecurity information and
event management (SIEM)
capabilities

9 Mobile Device Management
(MDM) for expaned protection of
devices

9 Expandmulti-factor
authorization (MFAJor accessing
systemsand selfservice
password reset

fPartner with industry partners
and other public agencies to
identify opportunities

fTrainingand awarenes programs

By 2024 services, tools and
solutions are fully matured
acrosghe county enterprise
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Mature the @ dzy (i &
approach to IT Disaste
Recovery
documentation,
processes and
infrastructure for
disaster recovery

1 Further develop base
infrastrutcutre, replication and
backup strategies

1 Work with theSnohomish
CountyDepartment of
Emergency Management to
addres businessapplicationand
functional needs of county

emergencyesponse

By 2023, processesd
proceduresare documented
Thefail-over site is
establishedand ready for
county use

PR e

21

?\;.
-
!
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IT Strategidnitiative 4. Data Management

Success Measure

By 2022classify anarganize all
of Snohonsh County OnPrem
and Cloud data and information
sets

Description
As Snohomish
County expands
its digital
footprint, data
creation must be
tied to

coordinated plans Data s created,
preserved and

Busines®Objectives
Increa® transparency
by ensuring public
data and records are
appropriately available
to access

Approach

1 Identify County data,
establish repository with
capability for public
designation of data and
external search capability

By 2023, open date retainedin
a publiesearchable sace

By 2024all County data created
will have retention periods

1 Assign retention at data
creation for commonly used

for ?CCGSS’ managed according to, data sets assigned to the record
retrieval required retention 1 Assessetention

retention, and rules and laws requirements/ needs of

protection to existing datasets

iGrow data protection
through data idenfication,
classification and labeling

9 Developcountywide data
management poligisand

ensurecritical

business data is
organized, readily
accessibleand

Strategically align
policies, processes

By 2024the county will actively
manage data from creation to

technology and staff procedures sunset tomeet busine_ss needs
preserved to actively manage | 1 Demonstrate value of data | @nd preerve for archival value
Data created data mangement
. 9 Provide systems to ensure
every day directly compliance

affects the lives
and future of our

fProvidesearch tools for on
premises and cloud dat
sources

residents while
also creating the
Coy & Qa

Increase the use of
analytical methods to
drive insight about our
data andinformation

fiLeverage leading edge data

insight methods and
technologies
fAutomate content

By 2024 automatic solutions to
classify, orgnize, store and
manage data and information is
standard operating procedure

management methods

ik .*:"w R e e e T I
“_\ A B Pt el l Ko g *_ ’ ' o W g \
‘W VTR N SR T >3
' R AT T 3
? u«. 4 .,;"1») "-\L' g '; Z ’;':.\ ,4
3 T . ! }“, i i i1 . 2} 4
b .3‘[" St } 4

T

TS
ahieit
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IT Strategidnitiative 5: Digital Workplace

Description Busness Objectives Approach Success Measure
Snohomish County workforce is | Mobile solutions By end of 2021 alll
County workforce fully enébled to work | flLaptops for everyone that requires it €mployees who can worl

d d in a mobile {l Implement higher use of mobile remotely are equipped
. epen S O e devices and solutions for field with remote work
digital solutions workers solutions to support their
to provde job
services tc

residents an
employees. Thi
will require &
continued
emphasis or
building, buying
and
implementing
solutions that

Countyprocessesire
re-engineered to
support a digital
workplacewith the
objective of
minimizing he use of
paper

1 Implement digital workflowes and
automation solutions for business
processes

TAlign digital workplace business
capabilities to portfolio snplification
processes

fPartner withOpExo identify key
process improvement opportunities
that can benefit from digital solutions

By 2024 signficantly
reduce the use of paper
as measured by the
number of paperless
formscreated

Measurethe reduction n
amount of paper the
county buys

support the
ability towork in
a digital and
paperless
environment

Managed Pririhg
Services centralized
into a county wide
common approach

9 Provide an offering to enable
departments to move to centralized
print service solutions

fldentifyindustry partneshipsto
optimize centralizegbrint solutions

By 2024implement a
county wide print service
solution

Enable improved
collaboration using
digital workplace
solutions

fincrease consumption of existing
digital solutions

fMeasure consumption of Office365
productivity suite and drivencreased
use and productivity

fldentify opportunities for increased
collaboration through use of
Continuous Improvement methods

By 2024Increase
consumptionof
collaboration solutions

r{yrmatlon ffre

https: //sno

gy TeanéTEg‘

fs

shc gunt ‘

\
picture t)_l;ebefore
a.gov/192/Informatiefiechnology
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IT Strategiclnitiative 6: Digital Government

Description

Busness Objectives

Approach

Success Measure

Tocontinue
building for the
future of
Snohomisk
Countythe
Department of
Information
Technologynust

Actively engage with
the countywide
partnership in
response to theopioid
crisis

Develop additional data sets,
dashboards and reporthat
advance the efforts of the County
Resmpnse MulttAgency
Coordination (MAC) Group

By 202, provides the
response team with
information that is used to
evaluate, monitor and act
on

lead the effort to
create aDigital

Expansion of thefirst
Smart County in
Washington State

Uselnformation and
CommunicationTechnology (ICT)
and hternet of Things (loT) to

By 2024 additionaldata
sets, partnersips and
solutionsare leveraged that

Government managegovernment assests and | improvesenvironmental
Strategy that enhance the quality and and business performance
fosters performance of services
. . Furtheradopt Agressivelymplementplatforms, By 203, publish awell
Innovation, environmenally solutions and paperledsrms, defined roadmagwith

improves data
and thequality of
services delivere
to the residents
andempoyees of
Snohomisk
County

favorableand
modernizedpractices

approvals angbrocesses that
advance conty use oftechnology
tools andelimintes wasteful legacy
solutions

accomplishments and future
opportunities

Implementkey
regional collaboration
opportunities

Identify key strategic areas where

collaboration such as data sharing
agreementgan help solve commol
regional problems

One or more data sharing
agreementsdcused on
critical regional priorities in
place by 2023
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IT Strategiclnitiative 7: Workforce Development

Description

Business Objective

Approach

Success Measure

Leverage I
capabilities to
createa simple,
secure, anc
seamlessvork
experierce for the
Shohomish
County

Alignsystems,
processes, tools and
information to grow
andsustainan
informed workforce

9 Publish technology roadmap

9 Provide new employee orientation
materialsfor navigting ITservices

9 Improve on communicate and
publish service level agreement
(SLA) expectations

9 Partner with internal county
departments toalign technology
training opportunties with
workforce development

By 203, offer county
workforce access to
soluions, tools and forms
for new, active and
departing employees

workforce Grow
the IT skillsets t¢
support initiatives

Identify procesgsto
enhance the design,
development and
management of T
service lifecycles

9 Deliver and IT Serice Managemer
(ITSM)ool for internal use

9 Provde selfservicetools

1 Web portal for all customer
requests

1 Single portal for IT contracts and
retail software

9 Expand document repository
platform to integrate wih other
county systems

By 203, provide a clear
line of sight between
individual contributionof
IT staffand business ults

Enable the ability of ar
increasingly mobile
workforce to access
high quality digita
government
information services
anywhere, anytimeon

Operationalizing an information
centric model, we will architect our
systems for interoperabilitgand
openness and deliver better, device
agnostic services at a lower cost.

By 202, proceses are well
defined, communicated
and published

any device
Match the interests of | RefinelT governance structure By2022, the IT Department
the county is achieving objectives

departments, offices
and courts with IT
services policiesand

processes

continously improvingnd
isinclusiveof stakeholders
andcountywide IT
professionals
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